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The government, through the ministry of education and culture, urges universities to monitor and assist 
students in learning from home. the type of research chosen is qualitative research. The data collection 
techniques used in this study were interviews, observation, and documentation. Meanwhile, the data 
analysis techniques used were data reduction, data presentation, and verification. Academic services 
during the COVID-19 pandemic at the Universitas Muhammadiyah Sinjai ran effectively according to the 
rules that had been set and were running according to the expected goals, this was seen from the service 
for student proposal examinations, the lecture process, and new student admissions. 
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INTRODUCTION 
 Libraries The world is being shocked by the emergence of the coronavirus disease 
(COVID-19), which has had a significant impact on changing the world (Asbari et al., 2020; 
Narmaditya et al., 2020; Suprianto et al., 2020). Starting from the economic, social to daily life 
aspects, there is almost no dodging the emergence of COVID-19, including public services (Li 
et al., 2020; Miao et al., 2021; Oztig & Askin, 2020; Tirachini & Cats, 2020). Since March 
2020, various policies have been issued by the central and regional governments ranging from 
limiting social relations, calling for work at home, eliminating worship activities and asking 
people to stay at home, and reducing economic activities outside the home, with many public 
service agencies limiting services, initiated online services and even stopped all services 
(Dennison Himmelfarb & Baptiste, 2020; Shereen et al., 2020). 
With the existence of restrictions on public services, especially in the field of government 
education, the Ministry of Education and Culture (Kemendikbud) made several regulations, 
including a circular number 36962/MPK.A/HK/2020 Regarding online learning and working at 
home to prevent the spread of the coronavirus disease (COVID-19), the government, through 
the Ministry of Education and Culture (Kemendikbud), urges universities to monitor and assist 
students in learning from home. The savings in operational costs of education that are obtained 
during the study from home in this circular make it easy for students in the learning process. 
From the above policy, it can be concluded that the direct services in the higher education 
institution will automatically switch to an online system (Bao, 2020; Burki, 2020; Murphy, 
2020; Toquero, 2020). 
When all academicians must carry out work and study activities at home using online 
remote methods, students and lecturers can no longer carry out face-to-face activities in carrying 
out learning activities. Therefore it is a very vital institution in supporting learning activities. 
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must continue to contribute and provide services of relevant and important information sources 
in supporting teaching and learning activities. 
This requires universities to adapt to providing information services and reference sources 
to all academicians. Online remote services include services for the use of electronic library 
materials and information literacy. For higher education human resources during the COVID-19 
pandemic, this was used to increase competence through continuous professional development. 
From the description above, it can be concluded that even though there is a COVID-19 
pandemic, services at universities will continue to run well if the facilities and infrastructure are 
met for those who receive services. However, the next problem is the quality of the service, 
whether it goes according to the wishes of the service provider or according to the wishes of the 
recipient or the one being served, of course, in measuring or measuring the quality of this 
system, it is necessary to have indicator indicators to determine the level of success or failure of 
the service, how the process whether the service is effective or not can be measured by 
indicators of measuring effectiveness indicators. The objective condition of the service shows 
that to provide the best service for students there are still many obstacles. This situation cannot 
be separated from the challenges, namely the existence of an infectious disease called COVID-
19 which has a major impact on service providers and students who receive services. 
An overview of academic services at Universitas Muhammadiyah Sinjai, academic 
services at the previous at Universitas Muhammadiyah Sinjai was very good, seen from the 
various services provided to students, such as the admission of new students, implementation of 
learning, implementation of examinations, as benchmarks related to services provided can be 
seen from student activities everything was smooth and there were no problems. However, with 
the COVID-19 disaster, it has had a very significant impact, with policies issued by both the 
government and the central leadership to prevent the spread of the COVID-19 virus, such as a 
ban on mass gathering that can cause the spread of the virus, heeding this policy, at Universitas 
Muhammadiyah Sinjai provides services to students online for all student services amid this 
difficult time, online services are certainly not young either for people who will provide services 
or who will receive services 
Therefore, this study will examine how the quality of academic services is seen from two 
sides, namely service amid the Coronavirus  disease-19, and paying attention to efforts to 
prevent the spread of the virus through the health protocol for handling the C-19 virus. Based on 
this background, the researcher plans to research with the title Quality Of Academic Service 
during the COVID-19 Pandemic at Universitas Muhammadiyah Sinjai by using a qualitative 
approach and collecting data and information from several informants directly according to the 






The type of research chosen is qualitative research. The location of this research will be 
carried out at the Universitas Muhammadiyah Sinjai. The informants in the research conducted 
at the Universitas Muhammadiyah Sinjai  were prospective students and active students, 
university leaders, new student admissions committee, proposal exam committee, COVID-19 
task force, and lecturers. The data collection techniques used in this study were interviews, 




observation, and documentation. Meanwhile, the data analysis techniques used were data 
reduction, data display, and verification. 
RESULT AND DISCUSSION 
 
According Educational services are educational services. The word service itself has 
several meanings, from personal service to serve as a product. Education as a service product is 
something that is intangible but can meet consumer needs which are processed by using or not 
using the help of physical products where the process that occurs is an interaction between 
service providers and service users that has characteristics that do not result in the transfer of 
rights or ownership. Education is a humanizing process or a process that must be carried out, 
whether institutionalized or non-institutionalized, which involves physical and non-physical 
matters and requires infrastructure and skills or skills. Thus educational services are all activities 
related to education that prioritize service in the process. 
As for the results of interviews with various sources, it was found that academic services 
during this pandemic were online, so all forms and all academics were carried out online, both 
lectures, exams, permits, including the processing of correspondence files, were carried out 
online to participate in breaking the chain COVID-19 was carried out to reduce physical contact 
during this pandemic crisis, but matters that require direct action are still served with several 
agreed-upon provisions based on health protocols through a task force that has been formed 
during a pandemic. This policy is issued by the leadership in the form of a Chief Circular, in 
addition to that the reference is based on an order from the Ministry of Education through the 
Directorate General of Higher Education regarding the implementation of learning at home, the 
second is the Governor Regulation regarding schools and learning at home including the Regent 
Regulation, which is the main reference for Orders from the Muhammadiyah Central Executive 
regarding learning and implementing lectures at home. From that basis, there are circular letters 
issued by the head of Universitas Muhammadiyah Sinjai rector regarding academic services that 
are online and not carried out in person. There are three forms of service carried out by the 
Universitas Muhammadiyah Sinjai, namely proposal examination services, lectures, and new 
student admissions. 
Proposal examination services at the Universitas Muhammadiyah Sinjai during the 
COVID-19 pandemic were completely carried out online by making standard operating 
procedures, namely consultation with examiners and supervisors, and student representatives, 
the mechanism is the registration of exams using a google form, implementation using the 
Zoom meeting application to decide in this pandemic chain, the advantage is that online 
students can register anytime and anywhere, and the processing time is very fast. But on the 
other hand, the weakness in the network problem and the students' lack of understanding with 
its application and students do not pay attention to the time for proper communication. 
Proposal examination services carried out online are fully carried out based on the 
procedures made by the exam committee, but the exam process is also influenced by a good 
internet network that can support the suitability of the time used. This is in terms of taking care 
of exam registration, then in the implementation of this exam, students should optimally be 
guided properly during the examination process until it is finished, because the use of the 
application used is still too early and has not been thoroughly known by students. 
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Lectures during the COVID-19 pandemic to break the chain of the spread of the corona 
disease virus are carried out online so that learning continues, this method is different from what 
is usually done face-to-face between students and teachers, lecturers and students. 
During this pandemic, all learning activities or courses carried out online were carried out 
based on a leadership circular to prevent the spread of the coronavirus. Where students and 
lecturers carry out the learning process from home using group media on the WhatsApp 
application and other applications that can support the implementation of the learning process 
during this pandemic, the implementation of this lecture is very effective because students and 
lecturers do not have to be present on campus, this becomes the process. learning and teaching 
and on the other hand, student costs are not much just by having an internet quota to take classes 
using group media in the WhatsApp application, the learning process continues according to our 
expectations. There is also a way to collect student assignments besides using the WhatsApp 
group media, it can also be done by sending the assignment via email. So the implementation of 
this lecture also hones students' insights to use electronic media. 
Online admission of new students is a must to provide easy and fast service according to 
the times. With the advancement of technological developments, online new student registration 
is also carried out at the Universitas Muhammadiyah Sinjai. The admission of new students this 
year is different from what was done in the previous year, this new student admission is done 
online, starting from registration, selection examinations, announcements, and later on, until the 
orientation for new student admissions is done online based on a circular from the Ministry of 
Education and Culture signed by Dirjen DIKTI. So we still use this guideline until now. It is our 
reference in implementing this new student admission. Then the priority is done, namely how to 
attract as many new student candidates as possible to register at Universitas Muhammadiyah 
Sinjai, one of them is by conducting socialization on social media, for example, by making 
videos that introduce and publish how to register online for prospective new students. Then in 
this new student admission process for registration using the Google form that has been made to 
facilitate prospective applicants, after registering, we enter into a group that uses group media 
on the WhatsApp application where we hope that all prospective students can receive important 
information about selection examination schedules, announcements and others related to new 
student admissions. 
The impact of the COVID-19 pandemic has had a certain effect on various levels of 
society around the world. Due to the COVID-19 pandemic, social life around the world has 
changed a lot. Maintaining social distancing between people from being infected is the most 
important strategy for all countries. Many colleges have been closed to minimize the spread of 
this coronavirus infection. Close human contact is necessary for all learning processes in 
traditional dentistry education. Service methods must be innovated to continue to assist students 
in starting studies and completing studies (Chang et al., 2021)  
Online service is a service that is carried out so that all service matters continue to run 
properly and should be with an easy method by keeping up with the times and besides this 
online service is a form of participation in preventing the spread of the COVID-19 outbreak in 
the campus area. This poses an intellectual challenge for further academic decision-making in 
the future during a pandemic (Mishra et al., 2020). During the COVID-19 pandemic, 
educational institutions around the world turned to online services. The main challenge remains 
in education related to student interaction. More support will be needed for agencies to meet 
these challenges as the recovery from the pandemic continues (Naroo et al., 2020). 






Academic services during the COVID-19 pandemic at the Universitas Muhammadiyah 
Sinjai ran effectively by established rules and were running according to the expected goals 
which could be proven by conformity to the measurement of the level of effectiveness, namely 
the achievement of goals, integration carried out in socializing forms effective services in 
breaking the chain of the spread of COVID-19, and conformity of policies based on the needs 
and capabilities of those served. Although in the focus of research on the effectiveness of 
academic services at the Universitas Muhammadiyah Sinjai, there are three types of services, 
namely serving the lecture proposal examination and admission service. 
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